
How Your CMS Can Solve 
Omnichannel Discovery Problems



Understanding User Experience



2x Global digital content consumption during covid



User experience

How Authentic is 
brand?

Omnichannel 
Presence and 
Performance

Book a hotel at 
an event

Experience a 
Car online

Focus on solving a customer problem

Content 
Discovery

Convenience



User Experience - Google’s Page Experience

Measures performance 
in all pages of the 

website

New Scoring Criteria
Page Experience Pillars
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User Experience - Organization-Wide discipline

Page experience focuses on User Experience which goes beyond just one team 

Web vitals to be 
an integral part 

of QA

QA

Page Experience 
optimized design

Design
Implementing 
technical best 

practices

Programming
Enhancing CMS 
for optimizing 

resources

CMS
Mobile-first web 

content

Content
Robust & 

scalable IT 
infrastructure

IT

Best practices set up across all teams!



Brand promise and enhanced discovery



Improved discovery with Service Area pages!



Convenience with Performance!



Innovation with Performance!



How CMS Enables Omnichannel 
Experience & Solves Discovery Problems 

Director - Product
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Customer Problems & How do we solve it? – End-to-End Content Management / Delivery

C o n t e n t  D i s c o v e r y O m n i c h a n n e l  P r e s e n c e I n t e g r a t e  C u s t o m e r  
T o u c h p o i n t s

Customer Acquisition Build once, serve multiple Agile (MACH)

HOW

S E O - F IRS T  CM S W e b  |  AM P  |  P W A |  V o i c e  As s i s t ant s  |  L o c a l F AQ  |  E ve n t s  |  R e v ie ws  I  I n ve nt ory

• Fast websites, optimized across devices

• Embedded Schemas

• Core Web Vitals, Google Page Experience

• Agile CMS 

• Unified content, APIs, Reusable content modules

• Web, mobile, voice assistants compatible

• Multi-channel, Multi-device, Multi-language

• Content workflow, Roles and Permissions management

• Multiple 3rd party API Integrations

• MACH Alliance

• Unified collaborative platform for technical developers, 
administrators and business users

• White label partner community

• Personalization

Our Core Differentiator 
15-25% increase in revenue/leads on moving to Milestone platform 



Omnichannel Platform
• Website, Mobile, AMP, PWA, Local, Reviews

• Optimized for crawlability & indexability

• FAQ content, Voice

• Events

Scalable Architecture
• Several vertical integrations by 

industry

• Used by major brands, such as 

Marriott, Nissan, Preferred, Renault, 

IBC, Conns in over 8000 websites 

Mobile Experience
• Mobile-first

• Accelerated Mobile Pages (AMP)

• Progressive Web App (PWA)

Technical SEO
• Integration with Global Schemas

• Core Web Vitals, Google Page 

Experience

• Robots.txt, sitemap.xml

Drive Experience and 
Conversion
• Engagement, 
• Accessibility (ADA)

• Privacy (GDPR, CCPA) Events calendar

• Limited-time offers
• Cart abandonment and revenue recovery

Analytics and Reporting
• Quantitative Analytics

• Qualitative Performance
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SEO-First Content Platform - Drives 15-25% Increase in Online Leads/Engagement
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How do we do this? 
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Content Discovery: SEO-First CMS



Omnichannel Presence: Creating and Publishing across all devices 

Step 1 Create Template

Easy creation of templates
Roles and Permissions 

Easy Authoring for Business Users
Moderation Workflows

Applicable across devices

Step 2 Create Miblocks

API based Content Delivery
Version Control

Step 3 Publish Content



Omnichannel Presence
Omnichannel Presence: Centralize Content, Images and manage User Roles



Integrate All Customer Touch Points – Agile

Images through

Rich Partner Ecosystem 

Spin Car Integration

Car Inventory through DMS integration

Search Filters Optimized through

CRM Integrations for RFP

CMS

CMS



Using Content to Adapt to a Chaotic Marketplace

Omnichannel CMS Use at Marriott



Marriott’s Dual CMS Environment



Marriott Utilizes Milestone CMS to Augment Our Enterprise CMS

✓ Core enterprise platform for ~7,500 
standard hotel websites

✓ High level of IT integration required
✓ Long-term cost benefits
✓ Supports internal integration & 

personalization
✓ Meets all compliance & governance 

standards
✓ Fully optimized for search and mobile

By using combined CMS platforms Marriott hotels benefit by having the best of both worlds: 
Milestone allows us speed and flexibility while AEM allows for long-term cost savings, stability, and 
internal alignment

Adobe Experience 
Manager



Scalability: Bringing New Products to 
Market



We are seeing a desire from hotels to create
more unique, theme-based content than
ever before; largely in an effort to win the
leisure traveler:

• Food and beverage
• Spa
• Golf
• Multi-outlet
• Dual or Tri-Brand
• Leisure Amenities

Milestone CMS has allowed Marriott to quickly
stand up dynamic, compelling sites that
suit the varying needs of the hotels and
provide an excellent landing spot for paid media.

Hotel Digital Needs Are More Diverse than Ever Before



Hotel Digital Needs are More Diverse than Ever Before



Speed to Market: COVID Response



COVID-19 Response Case Study: What to Expect Sites

Milestone CMS allowed Marriott to create ~2,500 “What to Expect” sites with full distributed 
authorship, allowing hotels to update their COVID response information in real-time.

Rapid response required to ensure hotel guests are aware of and comfortable
with property responses to COVID-19



COVID-19 Response Case Study: What to Expect Sites
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Key Takeaways

1. User experience is going to be the key for winning 
customers in 2021

2. Delivering brand experience at distance is difficult but 
important

3. Page experience and Core web vitals is important and is 
organization discipline 

4. Solving Content discovery, omnichannel presence & 
integrating customer touch point needs to be key priority 

5. Duel CMS approach and Speed to market helps in scaling 




